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Reflective Journal: Stage in the Reception/Front Office Department

During my placement time in the Reception and Front Office departments of Delta Hotels Tudor Park Country Club, I was mostly observing, which enabled me to comprehend how the hotel operates more, especially regarding the guest service management. As this was happening, I took Kolb’s Experiential Learning Cycle (1984) as my guide in this learning experience. In this approach, learning is viewed as a process that begins with concrete experience, progresses to reflect on the experience which involves conceptualizing the process and active experimenting. This journal narrows down on how I have related my experiences in managing guest service expectations to my career development.
 
1. Description of the Experience
To facilitate my involvement in management, I was oriented with the reception department and assisted in its daily activities, which primarily involved checking-in guests, assigning them rooms, and resolving their issues. Most of the guests appeared to be pleased, since I observed how well the team coordinated their arrival and departure.
A memorable event was during check-in when the reception team was overwhelmed by the large number of clients checking in for various conferences. During the engagement with these guests which included greeting guests, checking in guests and their reservations with special requests, I helped before during and after the guest check in actions. From this pace of work, I understood the need for communication, organization and multitask in order to ensure satisfaction of the guests. 
2. Emotions
At the beginning of my placement, I was feeling anxious about whether I would be able to meet customers’ needs and expectations. Even though I have been before in a placement in the hospitality industry, the supervisory role came with a new kind of weight. As time went on, however, I started to believe in my capabilities to address guests, attend to their problems, and assist the department in other roles. 
When considering my emotions, I also learned to appreciate the stress levels on the front office personnel during the busy hours. The need for rapid response and the ability to focus on more than one task at the same time were two capabilities I acquired on the job. 
 
3. Evaluation
Through the practical experience, I gained several work-related skills that are particularly applicable in managing guest service expectations. Among these was communication, and this is very crucial in the operation of the reception office. As Thompson et al. (2017) note, communication is a vital aspect for understanding one’s guest as well as their satisfaction. For instance, I noticed a miscommunication between the Food and Beverages department and Front Office Department which led to seriously affecting the clients and getting more people involved to make things right for them and the hotel as well. This was that the Food and Beverages department had an Afternoon Tea planned for a certain day and hour but for some reason they needed to cancel it. The shift manager asked kindly the Front Office Department to call the clients and let them know about the cancelation, but they forgot to do it. So, the clients came for the Afternoon Tea. In my opinion this is something they could have avoided if they communicated better between departments and with the clients.
 
Another skill that I acquired and proved useful was the ability to deal with time. Front office operations usually involve a lot of activities within the space of time. These activities may include checking in the guests, answering phone calls, attending to their questions and orderly liaising with other services. 
I also improved my capabilities regarding solving problems and coming up with decisions and appropriate actions. Citing Heskett et al. (1994), addressing the complaints effectively not only guarantees the satisfaction of guests but can also convert a disapproving event into an approving one. 
 
4. Analysis
The placement experience that I underwent allowed me to comprehend deeper aspects of expectation management in a hotel setting. The guest experience is then the essence embedded in each hotels success and the maintenance of that satisfaction lies in the effectiveness of the front office. That is why Williams and O’Neil (2019) note, while negative experiences erode the hotel’s positive patronage, positive experiences guarantee it. 
Furthermore, I gained appreciation for the importance of staff coordination. Indeed, the reception team is of primary importance because it contributes to the efficient functioning of the whole structure; however, it is also necessary to cooperate with other sectors that meet the requirements of the guests, for example, housekeeping or maintenance services. The need for integration across divisions, especially for seamless provision of services, is quite evident in the front office of a hotel from the view of Baum (2018). There was a case when a visitor wanted to check in before the proper time and after checking with housekeeping, we were able to prepare the room prior to the set checking time. The completion of certain tasks requires interaction between departments to meet the needs of the clientele and ensure that the processes are carried out efficiently.

5. Conclusion
I appreciate the importance of several organizational skills which underline the expectation of customers service provision. Every reception desk of a hotel has these fundamental skills: Communication, time management, problem-solving, and teamwork. These skills help to maintain efficiency in the department not only for the guests but also for the department itself. As I mentioned earlier, this contribution was valuable to me, learning how to pre-empt guests’ wants, and more importantly, exasperating problems, was imperative. 
In addition, I believe my academic components at Levels 4 to 6 have enriched me with basic theory which I was able to put into practice. For instance, recent theories on customer service like the service-profit chain by Heskett et al. (1994) apply to the way I resolved customer complaints and ensured satisfaction.
 
6. Action Plan
In the future, I want to concentrate on my leadership abilities in relation to teams to enhance them even more. Effective leadership is needed to bring together the members of a front office team in order for them to work as one and deliver a high quality service (Mullins, 2016). I will strive to practice more on how to share work among the team members, encourage performance on the employees, and control their productivity. Therefore, I also intend to pursue my efforts geared towards conflict resolution. It is very important to know how to manage resolution of matters like dissatisfaction among guests, and so I want to learn performance management skills in conflict situations.
 One aspect I am particularly keen to pursue is guest relationship management. In retaining their guests and ensuring their loyalty, they need to focus on keeping them engaged and managing their expectation, both of which are long term. 
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